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价中的患者满意度评价法。接着通过 A 医院患者满意度评估的调查，分析 A 医院目前
在医疗服务质量管理方面存在的问题和不足之处。 后探讨 A 医院应如何通过实践 JCI
标准来提升医院的服务水平，增强其核心竞争力。 
第三章首先对 JCI 认证标准做简要介绍，接着对 JCI 标准及 ISO9000 标准进行了比
较与分析，并探讨了 A 医院实施 JCI 标准的必要性与可行性。 后分析 A 医院应如何

































Because of the increasing competition, more and more hospitals start to put the 
international control standards of medical quality into practice in order to set up the modern 
control system of medical quality .They hope to increase the faithfulness and satisfaction of 
customers and reduce the cost of the hospitals. In this position, it is necessary for A Hospital 
to enhance the core competition by the way of applying JCI Standards.  The whole paper 
mainly includes four chapters as follows. 
In the first chapter, it firstly illustrates on the POTA Competitive Model in FuZhou 
medical market. Secondly, it analyzes the competitive status quo in FuZhou medical market. 
By this analysis, it shows us the development of medical model. Lastly, it tells people that 
how A Hospital can do to get the competitive predominance in current circumstance of 
market competition. 
    The second chapter introduces the status quo of management of medical quality in A 
Hospital. Firstly, it accounts for the current standards of medical qualitative measure in 
common use. Afterwards, through the case of evaluating customer satisfaction of A Hospital, 
it analyzes the problem and shortage in the management of medical service quality now. 
Lastly, it illustrates how to increase the core competition by using JCI Standards. 
The third chapter firstly introduces the basic condition of the JCI Standards. Secondly, it 
talks about the difference between JCI Standards and ISO9000 standards. Lastly, it analyzes 
how to promote the core competition of A Hospital by using JCI Standards. 
    In the forth chapter, it deals with some suggestions of improving the medical quality 
control system of A Hospital. At first, it probes the principle of forming the medical quality 
control system based on JCI Standards. Secondly, it brings forward the concrete 
countermeasure in the course of forming the management system. Thirdly, it illustrates the 
necessity of using service recovery measures. Afterwards, it introduces some issues which 
should be paid attention to in forming the medical quality management system. 
 

























目  录 
目  录 
前  言··································1 
第一章  A 医院经营现状及竞争力分析····················2 
第一节  A 医院简介 ··························2 
第二节  福州医疗市场波特竞争模型分析·················3 
第三节  A 医院 SWOT 分析························4 
第四节  A 医院核心竞争力分析 ·····················6 
第二章  A 医院质量管理现状及分析·····················9 
第一节  医疗服务质量的特点······················9 
第二节  医疗服务质量评价方法···················· 12 
第三节   A 医院医疗服务质量现状调查················· 16 
第三章  通过实施 JCI 标准提高 A医院核心竞争力·············· 22 
第一节  JCI 认证标准的介绍 ····················· 22 
第二节  JCI 认证标准的特点 ····················· 23 
第三节  JCI 认证标准与 ISO 认证标准的比较 ·············· 25 
第四节  A 医院实施 JCI 标准的必要性与可行性 ············· 28 
第五节  通过实施 JCI 标准增强医院竞争力··············· 31 
第四章  对 A 医院实施 JCI 标准的建议··················· 32 
第一节  质量管理体系的设计原则··················· 32 
第二节  实践 JCI 标准前的准备···················· 34 
第三节   A 医院实施 JCI 标准的总体规划················ 35 
第四节  医疗质量控制指标体系的建立················· 40 
第五节  建立服务补救体系······················ 40 
第六节  应用 JCI 标准过程中应注意的问题··············· 43 
结  束  语·······························474 





























Chapter 1  Management and Competition of A Hospital .............................2
Section 1  Introduction of A Hospital  …………………………………………………2
Section 2  POTA Competitive Model in FuZhou medical market ………….……….. 3
Section 3  Analysis in Virtue of SWOT …………………………………………………4
  Section 4  Core Competition of A Hospital ……………………………………………..7
Chapter 2  Management of Medical Quality in A Hospital....................…10
Section 1  Characteristics of Medical Quality ……………………………...…………10
Section 2  Methods of Medical Qualitative Measure …………………………………13
Section 3  Survey of Medical Quality in A Hospital ………………………..………...18
Chapter 3  Importance of Applying JCI Standards................................….24
Section 1  Introduction of JCI Standards …………………………………...………..24 
Section 2  Characteristics of JCI Standards ………………………………. ………...25
Section 3  Comparison of JCI Standards and ISO Standards ……………. ………..28
Section 4  Necessity and Feasibility of Applying JCI Standards ………….. ……….31 
Section 5  Enhance core competition through applying JCI Standards ..... ………..34 
Chapter 4  Suggestions of Applying JCI Standards................................….35
Section 1  Principles of Designing medical quality control system ……….…………35
Section 2  Preparation before Applying JCI Standards ……………………………..38 
Section 3  Arrangement of Applying JCI Standards ………………………. ……….39 
Section 4  Use of Medical Quality Evaluation Indexes ……………………. ………..44
Section 5  Establishment of Medical Service Recovery System …………..…………45




























前  言 
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前  言 

































第一章  A 医院经营现状及竞争力分析 




A 医院位于福州市中心，占地面积 60 余亩，建筑面积 11.5 万平方米。临床科室齐
全，实际开放床位约 1200 余张，年门诊量 70 多万人次、住院病人 2 万 3 千多人次、年
手术量 14000 多台，年收入约 3.47 亿元。设有内、外、妇、儿及口腔科等 30 多个临床
科室，药剂科、检验科、口腔技工中心等 18 个医技科室以及 4 个研究所和医学中心。
其中血液病、内分泌等 4 个学科居全省 10 个重点学科之列。烧伤外科、心内科冠心病、
儿科、医学心理学专业跻身省内 10 个领先医疗特色专业，肿瘤、泌尿、口腔、介入、
影像等专业的诊疗技术也有突出的优势。 
医院在职职工 1548 人，其中正、副主任医师 255 人，博士、硕士占医师总数近 40%。
























第一章  A 医院经营现状及竞争力分析 
 3
第二节  福州医疗市场波特竞争模型分析 
一、 现有竞争者分析 
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